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The Balanced Scorecard (BSC) constitutes one of the most popular 
performance measurement systems for organizations. Used solely as a 
performance measurement system, the BSC highlighted a serious setback: 
inability of the traditional management systems to link a company’s long-
term vision with its short-term strategies. Premised on this deficiency, 
the BSC application has been further innovated to include using it as an 
organizational alignment tool. Specifically, the strategic use of BSC as an 
organizational alignment tool has been proposed by Kaplan and Norton in 
their 2006’s book Alignment: Using BSC to Create Corporate Synergies. 
Despite the detail implementation framework outlined in their book, there has 
been very limited literature written by previous researchers or practitioners to 
implicate the usage of BSC as an alignment tool.  Most works on BSC were 
based mainly on its role as a performance measurement tool or premised on 
limited, superficial and generic data. The present study examines the use 
of BSC as an organizational alignment tool in a large government-linked 
company (GLC) in Malaysia. To be named as ATB, the case study company 
was one of the pioneer companies to implement BSC in this country way 
back in 1996.  The use of BSC as an alignment tool became prominent for 
ATB when the “GLC Transformation Programme” was introduced by the 
government and came into effect in 2006. This study demonstrates how ATB 
uses the BSC to create organizational alignment and addresses organizational 
issues faced by the company in the process. Data for this study were gathered 
through interviews, analysis of documents, observations and a survey to 
Management control systems (MCS) were regarded as a helpful tool for 
organization in terms of controlling employees due to its nature dealing with 
resources and capabilities. Employees, currently, have become the central 
part in sustaining competitive advantage which has been argued that have 
a significant impact on performance. Employers are constantly searching 
for more relevant approaches in managing employees to achieve utmost 
performance, whilst employees are keen to enhance the benefits at work such 
as opportunities for more absorbing and inspiring work patterns. Therefore, 
the main objective of this study was to examine the nature of employees 
control as the elements of MCS on performance and the influence of task 
environment on MCS in services sector. Further consideration of wellbeing 
will take place as moderator in the relationship of MCS and performance. As 
such, this model eventually leads to having better on-going decision making. 
The employees control was incorporated in general MCS (omcs), interactive 
control (mics) and enabling control (mecs) systems as the elements of 
MCS. A questionnaire survey was conducted among managers in services 
organization which located in Peninsular Malaysia. An analysis of 166 
survey responses shows mixed results for the hypotheses developed which 
empirically tested using Partial Least Square-SEM. For direct relationship, 
the results revealed that there is significant positive relationship between 
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the company’s employees. The study found that the BSC helps the case 
company to create organizational alignment only to a certain extent. Failure 
to enjoy full benefit of the BSC as an organizational alignment tool is due to 
the lack of understanding in executing the framework. This study discovers 
that the level of alignment created using this framework is subject to the 
comprehensiveness of its adoption by the employees from various levels. 
This study also found that organizational alignment requires organization 
to align its technical behavioral elements simultaneously. The study 
highlighted that the key determinant to organizational alignment using 
the BSC is the effectiveness of the KPIs determination process. The KPIs 
helps to connect and align these elements. Result of this study suggested 
that managers’ skill and knowledge, effective communication, partnership, 
restructuring, leadership, managers’ acceptance, trust, managers’ intention 
and attitudes, managers’ involvement and commitment affect the process 
of determining appropriate KPIs in the case company. The study also 
outlined several contributions to the body of knowledge and practices. It 
extended the organizational alignment model developed by Kaplan and 
Norton (2006) to include the behavioral elements into the model. It also 
offers implementation guides to the practitioners and suggests several 
improvement initiatives. However, the finding of this study have to be 
carefully interpreted as it is only limited to the case company. Future study 
could focus on multiple case studies in different industries and relational 
study on the multiple factors affecting the process.
task environment and MCS. Mics and mecs were positively associated 
with non-financial performance; however, both insignificant on financial 
performance. The relationship between omcs and performance were found 
insignificant as expected. Findings also confirmed the moderating effect of 
the wellbeing in the relationship of omcs and non-financial performance. 
The moderating effect, conversely, was not established between mics 
and mecs on performance as well as omcs on financial performance. This 
study offers a significant contribution to the existing body of knowledge 
in MCS by expanding the theories (contingency and resource-based) via 
new elements, particularly, employees control and wellbeing. It was also 
shown that, an understanding of the antecedents of task environment in 
adopting MCS, notably, mics and mecs on non-financial performance in 
order to promote and support sounds employees’ control. The moderating 
effect of wellbeing highlights preliminary evidence on the elements of 
employees control in MCS which focus on how to manage employees’ 
documents and regulations for establishing commencement of MCS. Thus, 
enable managers to simultaneously exploit and explore richer management 
control information. However, this study also recognizes that the research 
limitations might diminish the generalization; particularly the number of 
sample and did not consider all the sectors other than services.
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